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ABSTRAK 
 
PENERAPAN KUALITAS LAYANAN TERHADAP PANGKALAN 
(RESELLER) PADA PT. GRAHA GAS NIAGA 
 
Putri Handayani 
F3214054 
 
 Penelitian ini bertujuan untuk mengetahui bagaimana penerapan kualitas 
layanan terhadap pangkalan (reseller) pada PT. Graha Gas Niaga. Kualitas 
layanan terdiri dari lima dimensi yaitu reliability, responsiveness, assurance, 
emphaty dan tangibles.  
Peneliti menggunakan teknik pengumpulan data berupa observasi, 
kuisioner dan studi pustaka. Teknik pengambilan sampel dalam penelitian ini 
menggunakan metode convenience sampling atau aksidental sampling sebanyak 
100 responden yang diambil dari pangkalan (reseller) PT. Graha Gas Niaga. 
Analisis data yang digunakan adalah analisis deskriptif. 
Hasil penelitian menunjukkan bahwa kualitas layanan yang terdiri dari 
reliability, responsiveness, assurance, emphaty dan tangibles di PT. Graha Gas 
Niaga sudah baik namun belum memuaskan. Berdasarkan dari penilaian atau 
tanggapan responden terhadap kinerja pelayanan, PT. Graha Gas Niaga perlu 
meningkatkan kualitas layanan, pemahaman atas kebutuhan pangkalan (reseller), 
daya tanggap dalam pemberian informasi yang dibutuhkan pangkalan (reseller) 
dan perbaikan maupun perawatan fasilitas untuk kegiatan operasional perusahaan. 
 
Kata Kunci: Kualitas Layanan, Reliability, Responsiveness, Assurance, Emphaty 
dan Tangibles. 
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ABSTRACT 
 
IMPLEMENTATION OF SERVICE QUALITY ON BASE (RESELLER)  
IN PT GRAHA GAS NIAGA 
 
 
Putri Handayani 
F3214054 
 
 The purpose of this study is to find about implementation of service 
quality on base (reseller) in PT. Graha Gas Niaga. Service quality consist of five 
dimension reliability, responsiveness, assurance, emphaty and tangibles. 
 The writer uses observation, questionnaires and literatures method to gain 
data. The sampling techniques was used a convenience sampling or accidental 
sampling is amount to 100 respondents drawn from PT. Graha Gas Niaga’s  base 
(reseller). Data analysis was used descriptive analysis. 
 The resulf of this study indicating that service quality which consist of 
reliability, responsiveness, assurance and tangibles in PT. Graha Gas Niaga it’s 
good but doesn’t give satistaction yet. Based on assessment or response 
respondents on performance of service. PT. Graha Gas Niaga need to improve the 
service quality of employees, to understand base (reseller) needs, to respond in 
giving information that customer need and to repair or treat facilities for 
company’s operational activity. 
 
Keyword: Service Quality, Reliability, Responsiveness, Assurance, Emphaty and 
Tangibles. 
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